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Communicating for Health: 

Person-Centered Care 
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“Trust Me, I’m a Doctor” 

The Old Roles and Economics 

“The social obligation for best 

practice is part of the 

commodity the physician 

sells, even though it is a part 

that is not subject to thorough 

inspection by the buyer.”  

 

– Kenneth Arrow, PhD, Economist  

(1963) 
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New Rules 

Beyond IOM’s “Respect” and “Respond” 

 Governance-level requirements integrated into 

practice by leadership and management.  

 Clinical-level requirements care that incorporate 

the values of transparency, individualization, 

recognition, respect, dignity and choice 

 Ability to report metrics related to patient-centered 

care. 

 Individual level patient-clinician interactions 

promoting patient engagement 
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Source: HQA analysis of CMS MSSP final rule, 2011  



How to Make a Concept Concrete 

(Everything clear?) 

Sources: IPFCC, Epstein & Street; ICIC (RWJF) 
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The Key: Redefine the Relationship 

 Ethical (The Patient)  
 Individual rights, autonomy 

 

 Economic  (The Consumer) 
 Buying power, choice 

 

 Clinical (The Partner) 
 Individual experience as clinical 

input, legitimate outcome 

Health Quality Advisors LLC 
4 



 

Ethics: The Essence 

From Civil Rights to Patients’ Rights 

“Respect for the patient's values, preferences 

and expressed needs.” 

– Picker Institute 

 

“Nothing about me without me.” 

– Salzburg Conference 
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Source: Arch Intern Med. 2012 

Easier Said Than Done 

Patients and Clinicians Face Barriers 
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Communication is Difficult 

(Even without that 18-second-interruption) 
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Successful Communication is a Skill 

“Although infrastructure can help facilitate the delivery of 

patient-centered care, ultimately such care is characterized by 

continuous healing relationships, shared understanding, 

emotional support [and] trust... Communication skills are a 

fundamental component.” 

– Levinson, Lesser and Epstein 
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Source: Health Affairs 2010. 29(7) 



Consumerism: Buying In 

The 3 Rules of J.D. Power III 

• People are desperate 

for information 

 

• People are competent 

to make decisions 

 

• People can recognize 

good and bad care 

and service 

Source: J.D. Power III, World Health Congress, DC, 2004 
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Part of Broader Business Trends 
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“Delivering affordable goods and services with 

enough variety and customization that nearly 

everyone finds exactly what they want.” 

 – B. Joseph Pine II, Mass Customization 
                                                      

“Customers value experiences much more than 

they do rapidly commoditizing goods and 

services. The key to an experience is engaging 

people…where they are actively involved in the 

experience.” 
 – B. Joseph Pine II and James T. Gilmore, 

 The Experience Economy   
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Crowdsourced Consumers Get It Right 

“Ratings posted on [Yelp] may be capturing experiences similar to those 

driving the more systematically collected HCAHPS ratings. Improvements 

in either patient experience measure may be associated with 

improvements in patient outcomes.”  – BMJ Quality and Safety, 2012 
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Dollars, Data and Decisions 

$237m in “consumerism” deals in 2012 

 

Sources: Rock Health, 

Castlight Health, CIGNA 
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Clinical Partnership 

 No more “caring custody” 
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“Clinicians supply information and advice based on their 

scientific expertise….Patients, their families and other 

caregivers bring personal knowledge regarding…the 

patient’s circumstances and preferences. Information from 

both sources is needed to select the right care option.” 
– Institute of Medicine, 2012 



 

Ethics plus Consumerism=Value 
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eHealth Disruption 

Source: Pew Internet Project 



We can wait for you… 
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…or partner with you... 
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Source: HealthPartners, Minneapolis 



…or do it without you. 
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Source: WebMD, Sept., 2013 



With you… 
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…or without you. 
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Source: ProPublica 



User-Generated Clinical Knowledge 

On our own or… 
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…as a chance for shared knowledge. 

Source: MobiHealthNews, 2013 
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    WHEN PATIENTS WERE GIVEN ACCESS TO NOTES: 
 

 82% of patients opened at least one of their notes 

 1-8% of patients across reported the notes caused confusion, 
worry or offense 

 20-42% shared notes with others 
 
AS A RESULT:  
 

 70-72% of patients reported taking better care of themselves 

 77-85% reported better understanding of their health and 

medical conditions  

 76-84% reported remembering the plan for their care better 

 
 
 

 
 
 

•   
 
 
 
 

 
 
 

The OpenNotes Partnership Model 

“Engaged, Empowered, Equipped, 

Enabled” 

Source: Delbanco et al. Ann Int Med 2012 
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“Human connections are as 

important as data connections” 
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Source: Danny Sands, MD 



God is in the Details 

“Respect” and “Respond” Defined 

 Evaluate health needs, such as race, gender, 

sexual orientation, disability and income status.  

 Engage in shared decision-making, including 

tools allowing patients to assess merits of 

treatment options in context of their “values and 

convictions.”  

 Coordinate care, including identifying high-risk 

individuals and tailoring care plans to health and 

psychosocial needs 

•  Track patients’ self-reported physical/mental health 

 

 

Source: HQA analysis of CMS MSSP final rule, 2011  
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A Few Bumps on the Way 
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Disruptive Innovation Disrupts 

 “Who measures, matters” 

 Patient-driven/patient-centric quality measures 

 Peer assessment 

 Payer-driven measures 

 Regulators, accreditors, lawyers, entrepreneurs 
 

 “Power shifts” 

 Physician-patient partnering: “new 
professionalism” 

 Hospital-physician partnering:  “a capital idea” 

 Hospital not necessarily the center of patient-
centeredness 

 Analytics elevated and valued 

 Teamwork trumps individualism (mostly) 
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More Uncertainty 

 Information overload 

 Information-management expertise and resources? 

 How are choices framed? 

 Negotiating a new relationship 

 Can we have high tech and high touch? 

 Who’s ready for interdependence?  

 On grid: meet off-grid 

 “Nothing about me without me” means what? 

 Populations versus individuals 

 Good and bad choices and bearing the consequences 
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New Means, Traditional Values 
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  “Each patient carries his own doctor inside him. 
They come to us not knowing that truth. We are 
at our best when we give the doctor who resides 
within each patient a chance to go to work.” 
 
– Albert Schweitzer, MD 
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Contact: 

Michael L. Millenson 

President, Health Quality Advisors LLC and 

The Mervin Shalowitz, MD Visiting Scholar 

Kellogg School of Management, Northwestern 
University 
Tel: (312) 952-1075 
mm@healthqualityadvisors.com 

To download the white paper, Building Patient-

Centeredness in the Real World: The Engaged Patient 

and the Accountable Care Organization, go to: 

http://bit.ly/KC7K4L 
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